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BPM Purpose

Describe Census Operations business processes — activities, resources and key milestones
Provide the details necessary for non-subject matter experts to understand the business
process

Contribute to the requirements development process

Facilitate the linkage of business processes to IT capabilities

Capture Operations inputs and outputs

CUnited States”

ensus

enssss———— Bureau

Reading and Understanding the Model

Example Activity Model

Gateway — Exclusive decision
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2020 Census 17. Census Questionnaire Assistance Operation (CQA) CUnited States"

Purpose: Provide questionnaire assistance for respondents by answering questions about specific items on the census form or other frequently asked questions about the ens!:'ﬁé
2020 Census and provide an option for callers to complete a census interview over the telephone. Also, provides outbound calling in support of Coverage Improvement.

Phone Calls from the Public Receive English, l
for English or Spanish Speakers Spanish, PR English,
and PR Spanish I
Inbound Phone Calls :
< Is Callback 100 I
17-2.1 ;eZdezc? Provide Callback :

for English, I

X Spanish, or Non- : \ .

P : English Non- HVE \[ 17-6 CQA Operation
J/17-1 coA : | 25 Spanish - * Monitoring, and - Closeout

Phone Calls from the Public for .
ker R
l Development and K Non-English and Non-Spanish Speakers Receive Non-English Speakers I l eporting

* Preparation » and Non-Spanish | |
. Inbound Phone Calls

. 17-4.1

| 17-2.2 " | Collect, Send, and
De;/re(:-lograend < > Report on CQA
P ' e Phone Call Data

70

90

Perform CQA
Closeout

17-2.4

p
Phone Calls from

or Perform Quality
Group Quarter Administrators

30
Receive Group : Assurance

Quarter Phone Calls J )
. 17-5.1

+2 Inbound Calling Operations

' . 17-5 CQA Quality Assurance
Perform ~

Coverage
Improvement

Coverage Improvement

\17—3 Outbound Calling Operations

Context Model 17. 2020 Census Questionnaire Assistance Operation (CQA) v6.0 - ANNOTATED draft.vsd Page 3 of 14




10 Develop and Prepare United States”

Purpose: Develop, configure, and plan all of the operating procedures and devices that will be necessary for the establishment of the ens!{!&
Census Call Centers.

(= 10.10
17-1.1 Develop and Develop Automatic

| Prepare | call Distribution J
. System

f@ 20) (= 10.40
Configure Call Treatment for
Coverage Improvement

Develop
Outbound Dialer

g J

(- A
10.50

Develop Plans
and Processes

10.60
Develop Training
Management System

g

10.90

(= 10.70) Conduct = 10140 = 10.150

+ > Develop Agent Hiring and Establish Receive ATO

Start Desktop Training Call Centers £
) nd

Sub-Process Sub-Process

~
10.80
Develop External
Interfaces

(. J

Vs

@ 10.100)

Develop Interactive
Voice Response

(= 10.120 (= 10.1101
Develop Call Develop
Recordings System Management J = 10.130
Reporting System

Provide data storage for call
{ recordings and paradata
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10.90 Conduct Hiring and Training C@ﬁdssﬁ?

Purpose: Conduct the necessary tasks for hiring and training the Census Call Center Staff. e— Bureau

17-1.1.1 Conduct 10.90.10) 10.90.40)
! Hiring and Training

| Develop Inbound Conduct Inbound
. Training Materials Training

Vs

(= 10.90.20)

y

Onboarding and
Suitability

Start ( End
* Sub-Process Sub-Process

( (

(= 10.90.30\ (= 10.90.50\

Develop Outbound Conduct Outbound
Training Materials Training
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20 Receive English, Spanish, PR English, and PR Spanish Inbound Phone Calls Cgﬁdssﬁtg

Purpose: Receive, route , and provide live assistance for inbound calls from Respondents, in reference to the US Census. Bureau

4

17-2.1 Receive English, Spanish, PR English, and PR Spanish Inbound Phone Calls

Agent Assistance
Needed?
20.10 (20.01)

Start

|Sub—process o 20.05 20.15
Receive Play Broadcast Provide IVR X
Phone Calls Messages Assistance

High Call

Volume? Within
Business|Hours?

Call Center
Agents Available?

& 20.50 (20.03) 20.70}

Provide Live

End
Sub-process

Agent Agent Assistance

Send Call to Live J

20.25}
»|  Offer Callback > X
Option
fu
Callback
Yes

Collect
Respondent
Information

Accepted?

Phone
Number and
Time of Day

PR Spanish Inbound Phone Calls 17. 2020 Census Questionnaire Assistance Operation (CQA) v6.0 - ANNOTATED draft.vsd Page 6 of 14




o States.
25 Receive Non-English and Non-Spanish Inbound Phone Calls census

Purpose: Receive, route , and provide live assistance for inbound calls from Respondents, in reference to the US Census. Bureau

. Call Center
Agents Available?
| Start

. Sub-process | Fo, 25.20 2 25.30 (20.03) 20-70}

Receive Play Broadcast X Send Call to Live Provide Live
Phone Calls Messages Agent Agent AssistanceJ Sub-process
A

High Call Within

i ?
Volume? Business Hours?

No

1 > 25.40
TTY calls follow the non-

English and non-Spanish »(  Offer Callback X
path but do not include a { Option J

callback option.

Callback
Accepted?

Collect
Respondent
Information

Phone
Number and
Time of Day

25R ive Non-English Non- ish
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20.10 Provide IVR Assistance CgﬁdsSﬁtg_i

- Purpose: Provide Interactive Voice Responses (IVR) to Respondents for Inbound Calls. These are recorded responses that can provide the caller with Bureau
frequently asked questions and answers.

17-2.1.1 Provide IVR Assistance

N
20.10.10

Enumeration Request To Provide
Data

N
& 20.10.05 S 20.10.20

Select Option for Type of
Assistance Needed on
Telephone Keypad What

Provide (IVR)
FAQ End
Assistance Sub-process
Type of Additional
Start subprocess Assistance Help
Is Needed? Required?
(20.10.01)
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20.70 Provide Live Agent Assistance Cg‘ﬁdssﬁ?

Purpose: Provide live agent assistance and enumeration to Respondent inbound calls, as they complete the Census questionnaires.

./17—2.1.2 Provide Live Agent Assistance
| Also

17-2.2.1 Provide Live Agent Assistance

9 20.70.30

Assist with FAQs
(including PR)

Frequently Asked Questions
(

»
>

20.70.20

& 20.70.15 End Recording

BIpA 20.70.10 the Call
Ask for Consent

Start Recordin to
the Call ’ Continue & 20.70.40 Output call

; — . . recordings
| Start Recording Help wit Questlonnan;I Provide for Quality

. Sub-Process Questionnaire Assurance
Assistance L

Is

C(;nser;t Assistance & 20.70.60
fven: (20.70.05)

Enumeration
» Capture Response

Data

Perform After Call
Work

End

Additional Sub-Process
Help

Required?
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United States”
30. Receive GQ Phone Calls C

Purpose: Receive, route, and provide live assistance for inbound calls from GQ Respondents, in reference to the US Census.

ensus

17-2.4 Receive Group Quarter

User/Census ID 3
Phone Calls Recovery

30.10
ransfer to Group

»  Quarters Help
Desk

30.15

Spanish Assistance Transfer to

Census Bureau
GQ Branch

Type of
Assistance
& 30.05

30.20
Needed? Transfer to
; . Technical Issues :
ﬁﬁgﬁgigg (30.01) X Centurion Help

Desk

Start
Sub-process

Output call

dings
.f@ 20.70.20 recording
GQ Administrators

for Quality
End Recording Assurance
! the Call
Assistance

Call Center
. Agents Available?

30.30 30.40 & 30.50

&
Start Recording Ask for Consent to
Send Call to Live

Continue Assist with FAQs Perform After Call
the Call -
Agent Recording

Work
Is .
Wait in Queue . Consent End Sub-process
L I Given?

Anticipate wait
time X minutes

30. Receive GQ Phone Calls
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cUnited States”

50 Perform Coverage Improvement ensus

Purpose: Perform outbound calls to Respondents as part of the Coverage Improvement operation, verifying and recollecting case information for accuracy. — Bureau

Receive
Coverage 17-3.1 Perform Coverage Improvement
Improvement
workload from
ECaSE-OCS

Call

Answered? . I 50.40
Picked Up ‘@' Leave

X by Voicemail configurable End .
voicemail Sub—processl
message

50.05

CReceive Picked Up
overage o by Caller
Improvement -‘-'@- Y

Workload
| Start Q Perform

Sub-process outbound dialing

50.20
Ingest workload

50.10 {.'@. 50.50 50.65

Start Recording End Recording
Validate workload the Call the Call

@)

Output call
recordings
& 50.60 50.70 for Quality
Assurance
Ask for Consent Collect
To Continue
Recording

Information from

Consent Conduct household

. o
Given? Interview?

Ty 50.80 50.90
excg)?irgr? \éZses Perform After
from dialing table Call Work
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70. Collect, Send, and Report on CQA Phone Call Data Cgﬁdssﬁt?i

= Purpose: Collect inbound and outbound phone call paradata/metrics, produce some CQA reports, save it in the Census central data repository for future
~»6targ | access/analysis.

17-4.1 Collect, Send, and Report on CQA Phone Call Data
70.10

.| Collect Agent

Paradata
@)

70.20

Collect Inbound
Call Paradata

®)

s N\
oA 70.50

70.30)

Send Paradata, Call
Recordings, and
Event Data to the

Census Data
Repository.

Collect Outbound
Coverage
Improvement
Call Paradata

J

O :
e 70.40
Start @ ) |

70.60 End

Sub-Process Coll(e:ct Outbound Sub-Process *
overage

Improvement Produce CQA

Event Data Reports

g J

(e

{@ 70.45 (5o 70.70)

Collect Audio Send Outbound
and Screen Cl Event Data to
Recordings Response

Processing
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CUnited States”

80. Perform Quality Assurance ensus

Purpose: Perform QA Evaluation on a sample of CQA agent assisted inbound and outbound calls. Bureau

Modeling
Analysis Toollst ¥

»5ta "l‘

17-5.1 Perform Quality Assurance

Call Evaluation
recordings Scorecard
input from CSR
live agent Evaluation
assistance Scorecard

80.10 80.20 80.30 & 80.40

Collect Assess
Evaluate a call Evaluation Evaluation
feedback feedback
Start End

Sub-Process Sub-Process

Select Calls for
Evaluation
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90. Perform CQA Closeout CUnited States~

ensus

Purpose: Prepare CQA Phone Call Data for the Archiving Operation and closeout all activities for the CQA Operation. Bureau

17-6.1 Perform CQA Closeout

NARA Archival
CQA Event
and Response
Files to ARC

NARA Archive Operation

Requirements

N
90.20

Select

CQA Event and Provide Archival Response
Response Files Files to ARC Operation Closeout

For for Archiving at National CQA Operation

Archival, According to Archives (NARA)

NARA Specifications
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